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[bookmark: _Toc17809140]Introduction 
The aim of this report is to analyze some important factors of communication and the various different types and models of communication, I will be talking about this by including the challenges at work and how I dealt with them by which type of communication I used and what worked well. I will also include methods that I need to improve on and give a swot analysis on my strengths and weaknesses. I will also be uploading the in class exercise worksheets which helped me a lot through this report, including Maria and Pedro and how their communication broke down due to noise and sound barriers.

[bookmark: _Toc17809141]What is communication?
Communication is a process that shares information between one and other, or a group of people whether it is through written communication or oral it is to get the message over to the appropriate source. Editorial team, (2019) also the importance of communication is to deliver the correct information and get the main point across to who your audience are.
[bookmark: _Toc17809142]Different types of communication
· Verbal communication 
· Nonverbal communication 
· Written communication 

[bookmark: _Toc17809143]Verbal communication: examples of verbal communication is through speaking and listening, interviews and speeches are main examples of this 
[bookmark: _Toc17809144]Nonverbal communication: when we talk about nonverbal communication it doesn’t necessarily mean we have to give a message through speaking you can pass a message through looks and body language example of this is posture and eye contact.
[bookmark: _Toc17809145]Written communication: written communication is generally in forms of letters, emails etc. where communication is sometimes misunderstood due to not seeing the person or organization who sent the letter/email.
[bookmark: _Toc17809146]How communication can be made effective in a business
Most successful organizations are built and developed from good communication skills and time management skills if you can communicate with certain members or colleagues then you are on a very impressive track as I will mention next on models of communication this shows how certain communications get lost due to noise and how it can get misinterpreted incorrectly I will explain the different methods and which one helps more in certain situations or challenges you may have to deal with. Another way that can be effective is emails this is so people can understand in a simple format exactly what is happening so if a company is emailing a customer to explain that there delivery is on its way shortly this is a good way to notify them as well as text message. One more is simple wording not using words that are going to be tough for others to understand, this is always a reasonable way of dealing with situations for instance you may write an email and in the main text you mention complex words there recipient on the other end of the email may not totally understand what is being mentioned.

[bookmark: _Toc17809147]Models of communication
· Berlo model of communication: sender-encoder-channel-noise-decoder-receiver
· Sender: who the message is from
· Encoder: the transmitter that converts the message into signals
· Noise: the distraction from interruption along the way
· Decoder: reception that converts signals into the message
· Receiver: the person who receives the message.
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· Shannon and weaver: sender-encoding-channel-decoding-receiver but this is with the element of noise within the channel and is also Feedback model.
· Sender: is the information source who creates the message
· Encoder: is the sender who converts the message into signals
· Channel: Is the medium to send the message
· Decoder: is the receiver
· Receiver: is the destination of the message
· Noise: is the disturbance for example people etc.
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These models of communication have different methods of how communication is used and there varied in shapes schramms is a circular model and Shannon and weaver and Berlo are linear models.
Schramm model: this model of communication is a circular model rather than a linear model and gives feedback.
Sender: who sends the message?
Message: content shared between the conversations
Receiver: the person who decodes
Semantic barriers: how the receiver interprets the message 
How does communication work between management and employees?
When working in Tesco's I faced many challenges and I dealt with so many obstacles that I could not face alone, but through communicating on a one to one basis and in group discussions we managed to resolve some issues and we became familiar to difficult stages. there are many ways you can communicate when working in a team in retail firstly there is customer service which is polite communication between yourself and customers verbal communication, another type of communication is through messages which is within a group of colleagues where we receive important information about the organization, our weekly rotas, and also any improvements that need to be addressed we can discuss within the group. I believe that the model used here was most definitely schramms model as opinions were shared back and forth and at the end of the discussions, I received Feedback about the issues we had and how we managed to resolve the issues.
I found out the best way of dealing with the issues were through oral communication rather than through messages and emails because of the language barrier and them not understanding the concept of the message being sent across I would send information over social media and messages and colleagues would misinterpret what I was sending across, this therefore caused many issues and this was down to the level of formality and the barrier in the language that was used I feel that Shannon and weaver model played a big part when noise interfered with the conversations we had either on the phone or face to face because of disturbance of colleagues or phones ringing in the office, there was never just a simple conversation without something complicated.

[bookmark: _Toc17809148]Challenges and problems of communication in workplace:
When I look back at some of the main challenges I faced in my workplace I can point out three important factors, one of these is language barriers, this is a major concern because when you are dealing with customers or your other colleagues who’s English language is not as fluent as others there can be communication lapses where certain members felt bullied because of the way the management was dealing with certain situations. I think what could be addressed in this situation is maybe have a translator available or phone translator to help any further issues in the future.
Another dispute I faced when I was in Tesco’s was cultural differences this made life difficult because for instance it was Ramadan for those who celebrated that were from an Islamic dissent, the management clearly stated whoever will be off due to this celebration to inform as soon as possible so we can arrange cover. This must have been lost in translation because as that day commenced three members of staff did not turn up, and therefore this caused the business to suffer as only one member was on duty and it caused a really massive effect on the day and the profits we was able to make that day. This was all because of miscommunication and the lack of teamwork and decision making skills, this could of easily been avoided if there was a message sent to the wassap group we created for our work colleagues but this was not accomplished.
Lastly “ego and attitude” is another huge problem we faced. Vdovin, (2017) when you work with people with bad attitudes and big egos this generally adopts issues from the very beginning because others thinking there better than others and telling other members of staff what to do, this also can have a bad effect on customer service when certain members of staff argue with customers because either language barriers or simply being rude.
[bookmark: _Toc17809149]Solutions to solve the challenges 
When we have to face certain situations there many methods that can help with challenges in a workplace you can use the Keys approach which can help you develop some key skills in your communication with whatever the issue is for instance if there is a problem and it’s down to language breakdown then you can use translating if necessary, there was one instance in my workplace where I had three colleagues of different ethnicity and the language barrier was a major issue, all three were feeling unsure of what to do when communication came about, so what they did was download an app on their smart phones which translated from there preferred language to the language that the other spoke. When they realized this was a very good way of helping communicate it helped them get along better both verbally and nonverbally.
Another problem I came across when I worked in Tesco many customers were very upset that the ques were very long and was extremely frustrating as we were short staffed for a long duration of time. As I was supervisor it was my duty to make sure the shop ran smoothly and all went accordingly, so when we had customer complaints I was there to deal with that and make sure all the problems got resolved. What I did in this situation I told my manager to set up a sweet counter with different sweets and chocolates on the counter for customers to take one or two each as they left the premises. I know bribing is not a good way of earning respect but it did help for that short period of time until we recruited more staff. In the longer run we set up a survey for customers who were happy and who were not very happy and for those who were in the middle. I believe that working together as a community hearing different opinions of both customers happiness and the staff as well, the result in the end was that both were left very satisfied and because the customers knew how under staffed we were they set up a petition and contacted the head office through emailing and letters, this really helped matters and we then had new members of staff within two weeks.
[bookmark: _Toc17809150]Conclusion 
[bookmark: _GoBack]In this report we analyzed some really important communication skills and methods on how to deal with situations in everyday life and in a workplace, we also looked at the different models of communication and what each represent, we looked at challenges I faced when I worked in my organization and some of problems I had to deal with and what communication we as a team used and how it helped a bad situation a better situation, we also learnt about the challenges I faced and what solution methods I used to try resolve the problems that arised these were all helpful for future. The in class exercise worksheets will be attached to this report too which helped me a lot through this assignment the use of different communication methods and what model of communication has helped me a lot.
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Please return your paper to the lecturer upon completion. it will be returned to you at the next session. You

will need to include a scanned copy of this exercise in the form of an appendix together with your Task 1
(part of the Assignment for this module).

Ex.1. Read the following passage and answer the questions on the next page.

Case Study: A Day With The Chief

Mark is a top-performing salesperson at a pharmaceutical supply company. As a reward for his
performance, he is treated to a trip to the corporate office in California to meet the chief executive

officer, Ms. Mills. Ms. Mills is known around the office as the “Wicked Witch of the West” because

of her short and sometimes abrasive demeanour.

Mark’s co-workers share “horror stories” of their encounters with her, stating that she rarely makes
eye contact, never smiles, and dislikes being approached unless she initiates the conversation.
Although he is excited to travel, he is also nervous about what he and Ms. Mills might talk about.
He prepares by thinking about how he can share his sales strategies and techniques. On the day of
the meeting, he waits patiently for Ms. Mills’ assistant to call him into her office. When he is escorted
in to meet her, he is shocked to see a petite woman behind the large desk smiling back at him with

kind eyes. He approaches, shakes her hand, and waits for her permission to sit.

Ms. Mills is nothing like the horrible person they made her out to be. Ms. Mills asks Mark several
thoughtful questions about why he is successful, ways the staff can be supported, and how the
company fits in with his professional goals. Mark feels more and more comfortable as she leans
forward to listen intently to what he is saying. Mark loosens his tie, crosses his legs, and begins
sharing stories of how he feels his immediate supervisor has dropped the ball on more than one
occasion and that the team would be better if more money were allocated to incentives and
bonuses. Mark immediately sees Ms. Mills’ eyes begin to squint and her brow furrow. She stands

up abruptly and says in a gruff voice that their time is up and that her assistant will show him out.
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1. Given the professional context, what would you have done the same and/or differently if you

were in Mark’s position?
2. Do you think Mark accurately evaluated the context? Why or why not?
3, What communication factors led to the change in the chief executive officer’s disposition?

4. How could Mark improve his communication skills?
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Ex.1. Read the following passage and answer the questions.

The professor and the village people

A Professor of English at a well-known Welsh University lived in a large house not far from a little village. He
never went into the village, bur shopped in the town near the University because he had nothing in common
with the village people, who were largely uneducated and did manual jobs. One night, the professor fell
asleep while smoking his pipe and the pipe fell onto the carpet and started a fire.

When the professor awoke and saw the house on fire, he rushed into the village, screaming:
‘The edifice is being consumed by a great conflagration!’
‘The edifice is being consumed by a great conflagration!’

The village people looked at him and continued doing what they were doing.
‘Don’t you understand?’ He said. “The edifice is being consumed by a great conflagration!’

They ignored him.

When the Professor returned home, he saw that his house had been completely destroyed He sat down on
the ground and wept. The next day, he went into the village crying. ‘Why, oh why didn’t you help me? My
home has been destroyed by the fire. | came and begged you last night.” He wept.

‘But Professor, why didn’t you say that your house was on fire? We would have helped.’

Q1: Why didn’t the village people help the Professor?
Q2: What should he have done to get them to help him?
Q3: Whose model of communication do you think can explain this situation?
Q4: Why?
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Ex.2. Read the following brief and write a business email according to the instructions,

You are Director of Communications at your company and you would like an employee, Jack Daniels, to join

your Communications Training team.

- Tell ID why you are writing

- Say what you have observed and like about his communication skilis

- TelI him why you think he would be an asset to the team
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